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The Florida Sterling Council
Your Guide to Performance Excellence

MISSION
Ta foster continuous
quality improvement to
enhance Flomdas
competitive edge and &
quality of lfe, VISION
Florida is the
national benchmark

for quality

As a new millenium approaches, it becomes increasingly
essential that we malntain Floridas competitve edge. In
arder to realize our vision that “Florida is the national
benchmark for quality,” the Florida Sterling Council "fas-
ters cantinuous quality improvement to enhance Florida’s
competitive edge and quality of life” Ulumately, this
henefits all Flaridians in the way of more efficient and
competitive businesses and a higher quality job market.
What that means for vour business is increased produc
tivity, improved financial numbers, and higher emploves
satisfaction levels,

Regardless of where vour organizartion lies on the jour-
ney toward performance excellence, Srerling offers the
rools you need to continuously improve. Read on to find
cut which process hest meets the needs or yvour business,
and don't ler Florida's best kept secret be a secret 1o vou,
Cet the Sterling advantage . becasse we're changing the
way Florida does business.
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PERFORMANCE
EXCELLENCE
STERLING
RESULTS.

Huow well is your organization performing? Where can i
focus precious resources to maximize your return? How ean
you identify your arganization's key improvement oppori-
mities without disrupting operations or spending a fortune an
private comsulants?

Every day, thowsands of organizations, public and private,
ik these questions. In Flarida, many find clear, actionable
amwwers through the Sterling process, a series of solf-
assessment initiatives designed i help organizations assess
their performance and identify areas of strength and
oppartunities for improvement

* Beemme Achioving Organizational Performance Excellence
i& an ongoing journey, the Sterling Management System,
based on the Sterling Criferia for Organizational Performance
Excellence, includes seperate intiatives designed for organiza-
tions at every level of sophistication and maturity

If you're just beginning to recognize the benefits of 2
continuous improvement effart, you'll want to start with the
Sterling MNavigator , an effective, user-friendly program to

* help you chart your course towards performance excellence.

IF yveu're already involved in Process Improvement but not
ready to apply for a Gessmors Sterding Award, you'll wani to
wse the Sterling Challenge, a more rigorous and mare
detailed self-zssessment model that helps yvou refine and
leverage your efforts for maximem overall impact,

- IFthe principals of perfomance excellence are fully inte-
grated into yous aperations, vou'll want to participate in the
Caovernor's Sterling Award process, which can result in
either Sterling Achievement recognition oe the Governors
Sterling Award itself - the highest level of organizational
recognition available from the State of Florida.

THE STERLING NAVIGATOR

Dresigned for organizations just embarking on the path wo
Perfarmance Excellence, the Sterling Navigator is the
perlect selfassessment tool te help you start off in the right
direction. [fs am internal sureey questionnaire that's
administered to members of the organization at all levels
incleding management,



operations and frontline employess. Responses are tabulated
and analyzed electrenically, creating a customized picture of
where vour organization is today and pointing yvou toward the
next level of performance excellence,

You'll receive valuable feedback from people throughous vour
structure - tog to bottom, side to side. The resulting data report
gives vou information vou can act upon ko identify strengths
and target critical areas where improvements are needed

Use thie Sterling Navlgater for vour own strategic planning
purposes, to capture data for incdepth analysis by swtside
examiners, or as a preluds 1o more rgorous initatives in the
Sterling Managemant process

REFINE YOUR GOALS:
TAKE THE STERLING CHALLENGE.

The intermediate-level Sterling Challenge is specificaly
designed $o be wierfrendly, casy-to-use, and inexpensive. It
Jooks at your entfire organization, and it Messunes very process,
from planning to operations to resulis,

Ta participate, simply answer the questions posed within the
Seerling Challenge guide. The detsiled question-and-answer
format is stralghtforward and comprehensive. [ts patterned
after the self-assessment processes used by organizations
applying for the Governar's Sterding, Baldridge and other top.
level quality processes,

Perfarming the sell-gssessment is a leaming tool in itself, as well
as a powerful ream-building experience. When the questions
are fully answered, you'll have new and detailed insights into
your overall operational improvement plan; or sulbsmit & fior an
external review by a team of experts, who can analyze your
assessment, wisit your organization, and recommend key
improvement opporiunities.

Sterling Challengers receive recognition at the annual Florida
Cterling Confesence. This recognition serves both a: validavion
of vour erganization’s excellence and s an invilation to pamcipate
in the Governors Sterling Award for Perlosmance Excellence - the
statewide process that identifies Florida's best-nun organizations.



FOR BEGINNERS:
THE STERLING NAVIGATOR

Administer Survey
Questionnaire to
Employees

Submit Completed
Guaestionnaires to
Sterling Council

Results Tahulated
and
Analyzed

Report Generated
and Returned to
Organization

Strengths and
Improvement Areas
Highlighted

Action
Plan
Developed

Improvements
Initiated

Results
Maonitored

Begin

Process

—

FOR INTERM!

THE STERLINt

Submit 20-Page
Self-assessment/
Application

Sterling Examiners
Evaluate
Application

= na

Examiners Perfarm
On-site
Assessment

Sterling Challenge
Recognition

Written Feedback
Report
Delivered

Address
Opportunities for
Improvement
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Feedback Report

The Sterling Navigator Feedback Report will include:

v Organization Demographics
¥ Survey Demographics
v Overall Category Percent/Point Score
v Overall Percent Scores by Category
v Overall Percent Scores by Item
v Position Percent Scores by Item
¥ Position Percent Scores by Category
v Verbatim Comments & Suggestions

Mavigator Survey & Feedback Report

The following are samples from an aclual Navigator surviey and sampée report that would
ba generated from your survey.

Sample 1 — This sample is an actual copy of questions from the Leadership categony and
provides you with both the format for how the questions are presanted as well as a samplea
of tha Likert scale that s used to basaline these questions (page 5).

Sample 2 — This sample is alzo an actual copy of & page from tha sursay. This is includead
at the and of each category and asks the respondents to identify the heo most important
areas for improvemant for the organization (page ).

Sample 3 — This sample is a Pareio chan represanting a roli-up of tha overall responses
based on the Likert scale of how your respondents rated the Leadership category for your
organization (page 7).

Sample 4 — This sample is a Pareto char representing the analysis of the identification of

whare your respondants identifisd the twe most important areas from the Leadership
category needing improvemant for your organization (page B).

00T - 007 Sierding Novipaizr Rerouror Socei 4



Organizational Values and Performance Expectations

1A Towhat extent do remiar fenders ond managers set, commmicate, and deploy
organizarom goals and performonce expeckzifons ®

1 - Not Evident
The orgmmization’s serior leaders do nod set or communicale arganization valess and
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fr ~smployees o help schigve

icaie, and use organirational viloes
i
e

8 is gvalus

O

~t
Mnuuiwhummuwm%nmmm values
and perfanmance expectations 10 provide dirscion 17 employess 1o kelp schieve
perforrmmes goals. This process is routine]y evalvaed and some improvemesnt has
meulled

WA — Nat Applicable
| 1do not have enough information o answer this question,

How i= this done (deseribe the appranch or method) and how widely is it wsed (deployed)?

Flety deirsile Wi foiar of spathon cocnapd s this

Senior besdors hold meetings 10 review oor orgasdzation”’s mission, goals, and performance
expeclations. We talk aboat what we are irying o accomplish.

action steps io improve, i meeded:

* Dzpartment leaders and managers coald review organizational poals asd expectnbions 1o
guide our level meetings.

®  That would hzlp keep us focused oo what the organizalion 5 rying oo

»  Leaders coald ask for input oa how well they &6 comessunlcating and using organizaticnal
vulues gnd parfarmance expectatbons in thelr everyday management rolss,

»  Leaders conld alss kave a place for smployess o repualarly give them fesdback and ideas.
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NS THRUCTIONS

AL Al il ol el i simular

Review all the rows of staremenie in the Leadership Category (rows LA w 1F), ldentifly the TWIO

arcas you believe ane the most important 1 impeove sow and Jill in the cirgls next io the appropriaks
rovey, 1F yo bave recomemendations for improsvements in tese arcas, please deseribe them in the
space provides = the page in whach the stalermenl appears.

-
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L ] il Riaviawing Cirgani nee and Capabiliies: Assassing
Prograss Ralativae to Goals
ooks e
L8] 1E  Regulatony, Legal, and Ethical -
O IF  Gommunity Suppor

REMEMBEER TO FILL IN ONLY TWO CIRCLES
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What are the MNavigator Survey Fees?

Invoice amount is based on the number of completed surveys termed in to the Sterling
office. Breakdown is as follows:

25 or fewer completed surveys = $895
20-49 = 5895 + %35 per survey over 25

30 completed surveys = 51,790
51-74 = $1,790 + 835 per survey over 50

75 completed surveys = 52,685
TH-99 = $2,685 + 535 per survey over 75

100 completed surveys = $3,580

More than 100 survews, add cost for 25, 50, 75 or 100 to get as close as possible to the
actual number of surveys, then add $35 each for the remaining surveys.

Example

180 surveys = 5 3,580 (costof 100)
+% 2,685 {costof 75)
+% 175 {costof 5 extra surveys @ $33 each)

=% 6,440 for 180 surveys

Note: You will be invoiced for the actual numiber of surveys submitted.

FLORIDA STERLING COUNCIL INC.
Post Office Bax 13907
Tallahassee, Florida 32317-3907
Phone:(8500922-5316 or (8507 488-7579 (FAX)



